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Enterprise Information Technology Support I

1.0 Enterprise IT Support Overview

The main businessof the U.S. Census Bureau's
Information Techndogy (IT) Diredorateis:

e managing centralized | T requirements;

« performing day-to-day enterprise operations sup-
porting the program areas;

e providing a central point for all U.S. Census Bureau
data and voice mmmunications;

e providing technical diredion (including developing
and expanding enter prise software licensing as well
astheIT architedure, and maintaining the I nter net/
Intranet sites);

» performing oversight (including system devel-
opment, I T acquisition, and seaurity);

e providing planning support and Chief Information
Officer compliance dforts (including adherence to
the Clinger-Cohen Act, Government Perfor mance
and Results Act, and Department of Commerce
policies);

» developing customer confidence through Service
Level Agreements and other customer satisfaction
programs; and

e providing a robust help desk to support enterprise
and desktop systems.

The IT Diredorate, uncer the diredion d the
Asgciate Diredor for Information Techndogy
(also the U.S. Census Bureau's CIO), provides
the guidance ad the framework that IT
professonals in the program ares use to
complete their businessadivities.

The IT Diredorate has technicd and
management areas working together to suppat
enterprise initiatives, business processes, and
the U.S. Census Bureau's IT goals and
strategies. For a listing of the IT Goas and
Strategies, please seepage 2 of the Introduction
to this Plan; for a more detailled description,
please see pages 16-36 d the 1999 Srategic
Information  Technology Plan, pubished
Decenmber 18, 1998 and available online &
WWW.census.gov/mai n/'wwwy/strplans.htmil.

The IT Diredorate performs the foll owing
overall functions:

Computer Services Division:
e manages the enterprise hardware/software
at the Bowie Computer Center; and
e performsY2K assessment and conversion.
Telecommunications Office
e supports and monitors the enterprise net-
work;
e providestelephone services; and
e providese-mail services.
Systems Support Division:
e defines a Bureau-wide open systems com-
puting environment;
e supports enterprise SAS and Oracle
software and users; and
e leadsthe Standards M anagement Team to
ensure that standard software and uniform
products are fully reviewed and tested
prior to deployment.
Customer Support Office
e develops, negatiates and completes Service
Level Agreementswith customers; and
e helpsthe U.S. Census Bureau comply with
GPRA by establishing, monitoring, track-
ing, and reporting perfor mance measures.
Infor mation Resources M anagement Office
* develops the U.S. Census Bureau’s long-
range strategic I T vision;
e workswith the program areasto devise the
Strategic and Operational IT Plans; and
e coordinates IT-related activities with the
Department of Commerce and other
organizations.
Infor mation Systems Support and Review Office
e provides program management of IT bud-
geting, procurements, and administrative
support; and
e reviews and evaluates IT Requirement
Initiatives and BusinessCase Analyses.
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Suppat is provided by the Computer Ser-
vices gaff to cover the equipment and sys-
tems at the National Processng Center in
Jeffersonville, Indiana, including mall
sorting, camera eguipment, and Optica
Charader Rewgnition image capturing.
This includes maintaining backup ckta files
within central computers.

In spring of 1998, the IT Diredorate
contraded with Troy Systems, Inc. to
develop a Bowie Computer Center Corn-
tingency Plan. The purpose of developing a
contingency plan was, where possble, to aid
in preventing events that might disrupt
service @ntinuity; to minimize the potentia
impad of any unavoidable disruption by
containing it to a predictable, predetermined
period d time; and to provide the maximum
possble protedion d personnel.

This contingency plan provides a baseline
for recovering computer operations for the
Bowie Computer Center customers foll ow-
ing adisaster. The plan contains a set of re-
covery process objectives, documents a
recovery strategy, and oulines management
and staff resporsihiliti es following a dis-
aster.

The Telecommunicaions Office provides
tape badkup and hes put redundant serversin
the Bowie Computer Center for cdendar and
e-mail services in case of disaster. A Net-
work Directory Services master server is
there to provide backup drectory services.

A Network Operations Center provides
network cgpadty and configuration chta
needed to develop recovery requirements
and assst in rebulding the telecommuni-
caion retwork in the event of a cdastrophe.
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The IT Diredorate is contracting for hot-site
services in the event of a disaster that
annihil ates the Bowie Computer Center.

Teleoommunications

The IT Diredorate provides the central point
for al U.S. Census Bureau data and vace
communicaions. To acomplish this, we
have adedicated telecommunicaions office
that constantly monitors enterprise-wide
communicaion resources to ensure M-
municaion equipment is tecndogicaly
suitable and provides adequate caacity and
cgpability to meet the program areas’ nedls.
Our goal is to improve U.S. Census Bureau
telemmmunicaions by applying modern
resources and procedures while striving to
contain costs and minimize risks.

The IT Diredorate, through its Tele
communicaions Office provides network
aacessand technicd asdstance to:

e all divisons and offices under the
Asxciate Director for Administration/
Comptroller, as well as to those under
the Asociate Director for Information
Tecdhnology;,

 sedleded offices and individuals under
the Director’s office and

e others requesting assistance rdating
directly to Local Area Networks and
micro/ minicomputers.

A primary function d the Telecommuni-
caions Officeisto install and umrade desk-
top operating systems, office aitomation ap-
plicaions, and Internet applicdions. It also
suppats the ccMail, OnTime, and Lotus
Notes applicaions on the enterprise systems
and aids users in migration efforts. Other
servicesinclude:
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e providing high speed connedivity from
the desktop to the network;

e upgrading the U.S. Census Bureau net-
work as part of athreeyear lifegycle;

e resolving network problems;

e advising userson network design;

e providing network addresses; and

e providing connedivity for outside agen-
cies.

The Network Operating Center’s voice staff
will:

e program all new voice mailboxes;

e provideall voiceand data cable drops;

e orderall U.S. Census Bureau pagers;

e orderall U.S. CensusBureau cdl phones;

e correct or repair phonerelated telecom-
munications equipment;

* provide 1-800 numbers and calling cards;
and

« maintain the U.S. Census Bureau’s tele-
phoneinventory.

The Network Operating Center also pro-
vides the foll owing functions to suppat the
Telecommunications Computer Lab:
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Systems Support

The IT Diredorate is the definitive source
for systems wuppat and consultation on
enterprise software licensing and products,
applicdions, Internet/Intranet, training, and
uniform products and standards. The Sys-
tems Suppat staff suppats existing IT
tedindogies and investigates and promotes
emerging tedindogies. Maor functions
include maintaining the official U.S. Census
Bureau web site (www.census.gov), man-
aging the enterprise site licenses for SAS
Ingtitute and Orade products, and admin-
istering the IT Standards and Uniform
Products Program.

The IT Diredorate includes a dedicaed staff
to provide mmprehensive business manage-
ment and technicd suppat services for the
U.S. Census Bureau's unlimited use site
license with SAS Ingtitute. Thisincludes the
foll owing functions:

e testing network and server hardware and
software for Y2K compliance

e testing the interaction of the network
replica before integrating it into the U.S.
Census Bureau network;

e testing thefirewall configuration;

e testinginternal encryption;

e researching and developing emerging tech-
nologies;

e managing the Domain Naming System
operations;

e managing the UNIX mail configuration, ex-
cluding cc:Mail and L otus Notes; and

e building and installing OpenSource pro-
ducts for U.S. Census Bureau Internet/
Intranet applications.

o didtributing, installing, configuring and
managing over 6,000 SAS products across
the U.S. Census Bureau;

e providing a full range of operational
technical support services for SAS Institute
software, including systems design, con-
sultation, help desk services, and new
technology research;

e supporting U.S. Census Bureau activities
such as metadata, data warehousing, infor-
mation delivery systems, and processing/
analysis of censuses and surveys;

e providing customer outreach services, in-
cluding the SAS Bulletin Board, Intranet
offerings, mailing lists, IT Bulletins, presen-
tations, user group support, etc.;

e providing guidance and input into IT
training dedsions for the U.S. Census
Bureau; and

e providing documentation services and

goads for both hardcopy and eledronic

forms of vendor reference materials,
conference procealings, and web-enabled
training products.
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The Systems Suppat staff supports al U.S.
Census Bureau programs at the beginning of
the system’s development lifecycle. Some
of the suppat they provideincludes:

e defining projed or system scope;

e defining and analyzing functional re-
quirements using several methodologies;

e producing system, user, and training doc-
umentation;

e developing projed management plans, in-
cluding relating projeds to existing

businessplans;
- facilitating and managing teams and
wor kshops to develop requirements; and
e tracking projed progress

The U.S. Census Bureau's IT Standards and
Uniform Products Program is administered
by the Systems Suppat staff. By working
with agency Diredors, program managers
and the Standards Management Tean, they
suppat the agency’s initiative to develop
and implement an “end-user”-based set of IT
standards and unform products. They de-
velop bdh functiona standards for ac-
quiring and deploying U.S. Census Bureau
IT resources, as well as procedural standards
for managing and administering IT.
Standards Development Teams and Product
Evaluation Teans are formed in an ad hoc
manner.

There is no ore methoddogy in use acoss
the U.S. Census Bureau to manage software
development. The IT Standards and Uni-
form Product Program has addressed this
issle  and concluded that no single
methoddogy can address all the various
needs of the U.S. Census Bureau. Many of
the program aress use some systems
development tedchniques and todls to help
develop their systems. For example, the
Tedchndogies Management Office is using
Fusion, an oljed-oriented approach for
developing their Regional Office Survey
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Control System. This includes colleding
requirements through Use Cases, and de-
veloping code through todls such as Power
Builder. Ancther example is the develop-
ment of the Standard Econamic Processng
System for Surveys, which followed a more
traditional lifecycle gproach of capturing
requirements through user interviews and
basic analysis and design steps prior to
coding. At an enterprise level, we use an
internally developed reference The Census
Software Development Lifecycle (199), as
well as other references from various agen-
cies, including Customs, the Department of
the Interior, the National Aeronautics and
Space Administration, and the Department
of Commerce systems development life-
cycles guide. We dso have two IT stand-
ards that address systems development and
documentation; they are: Software Configur-
ation Management and Database Admin-
istration Documentation. We have imple-
mented this guidance & the local level.

There @ntinues to be interest in this topic
and the IT Diredorate has daff dedicated
(uponrequest) to helping the program areas
implement systems development method
ologies. Thiswill continue to be atopic for
us as we identify portions of the lifecycle
that can be aldres=d at the enterprise level.

The IT Diredorate has a techndogy
applicaions gaff that maintains the officia
U.S. Census Bureau web site, as well as its
servers, seaurity systems, applicaions, and
miscedl aneous other attached systems. This
staff provides the foll owing functions:
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Metadata is embedded in many sources such
as SAS data dictionaries, word processng
documents, and onindividua PCs. How-
ever, loca distribution makes it difficult to
eally reuse and share data within and
aaossprogram aress. Developing the Cor-
porate Metadata Repository will alow us to
re.use metadata acoss program aress
throughou the U.S. Census Bureau. The
Corporate Metadata Repository will allow
metadata to be created orce and used many
times.

The Corporate Metadata Repository will
save time and money by alowing us to
creae new surveys more quickly; allow data
users to oltain information on surveys and
censuses in a wmmon wseale format; and
allow data users to crossreference multiple
surveys, creding new information d de-
pendable quality.

Customer Support

One of the IT Directorate's goals is to
increase our customers' trust by involving
them more in the IT planning process
Client and customer products, services, and
satisfadion are the keystone of the IT
Diredorate and this goal. The U.S. Census
Bureau creded the IT Customer Suppat
Officeto develop Service Level Agreements
with the program areses, to develop and track
performance measures as directed by the
Government Performance and Results Act
and to implement a aistomer satisfaction
program.

Service Level Agreements define the level
of servicesupport that the IT Diredorate
provides our customers. A key element is
instituting performance measures that al ow
the IT Directorate and ou customers to
assessthe agreed-uponlevel of suppat in a
finite, systematic manner. By systematicdly
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measuring and evauating performance, we
obtain data that help us to better understand
how well we perform existing services, how
well those services med our customers
needs, and whether these services are
consistent with customer expedations.

We ae ompiling and refining a list of
services provided by the IT Diredorate that
will be used as the basis for developing Ser-
vice Level Agreements with eat program
area New services will be negotiated and
will be provided within existing resources or
through reimbursement from the requesting
program area

The IT Diredorate uses customer feedbadk
to improve our programs, products and
services, and systems. As abaseline, we are
using the results from a Mathis & Asciates
customer satisfadion survey (Information
Technology at the Crossroads, February
1998 to identify and corred deficiencies
and to improve IT suppat to the program
aress. We will continue to collect customer
feedback through surveys, focus groups,
help desk complaints, and drect inqury.
The IT Diredorate will integrate austomer
feedback into its planning processes, and
customer needs will be the basis for our day-
to-day management. We will passaong our
customer-awareness philosophy to program
managers, their front-line employees, and
suppat staff.

A Baanced Scorecard has been developed
to measure IT value and performance in key
areas that link to ou IT misson, vision, and
goals. To design the scorecard, we de-
veloped an inventory of the expedations of
the U.S. Census Bureau's techndogy cus-
tomers and stakeholders. Customer focus
groups and a survey of best pradices were
important comporents of the gproach used
to define the scorecard oljectives. Addi-
tional discusson on hav we ae using the
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1.2 Enterprise IT Support Objective

In support of our IT misson we have an
obedive to provide U.S. Census Bureau
employees, sharehdders, clients, and cus-
tomers with the capability to readily acquire,
organize, share, proted, diseminate, and
store nealed information while complying
with Title 13. The techndogy we provide
must be the best available while remaining
cost effective, and aur employees must be
trained to use these techndogies appro-
priately and efficiently.

To suppat this objedive we ae using the
Balanced Scorecard to measure IT value and
performancein key areas that link to our IT
misson, vMsion and goas. The Baanced
Scorecard is a proven approach to strategic
management that imbeds long-term strat-
egies into the management system by meas-
uring results. The Balanced Scorecard hes
been quickly accepted by the business
world: it is easy to see the value of afocused
set of performance measures. The Business
Balanced Scorecard solidifies an organ-
ization's focus on future success by setting
objedives and measuring performance from
four distinct perspedives. The Financial
perspedive measures the ultimate results
that the business provides to its dare-
holders. The Customer perspedive @n
siders the businessthroughthe eyes of a aus-
tomer, so that the organization retains a
caeful focus on customer needs and satis-
fadion. The Internal Process perspective
focuses on the performance of the key
internal processes that drive the business
Improving internal processes in the present
isakey lead indicaor of financial successin
the future. However, to trandate superior
processs into financial success companies
must first plesse their customers. The

Learning & Growth perspective direds
attention to the basis of all future success
the organization's people and infrastructure.
Adeguate investment in learning and growth
is criticd to al long-term success The de-
velopment of a true leaning organization
suppats success in cher Baanced
Scorecard perspedives.

As =e from Figure 1 on the following
page, the Business Baanced Scorecard
translates into an IT Strategic Balanced
Scorecard that effectively communicates the
strategies and goals of the IT organization.
The Strategic Balanced Scorecard then drill s
further down to an Operational level where
the goals and strategies are linked to
performance &peds from which we can
then develop performance measures within
the various Balanced Scorecad per-
spedives. The Operational Balanced Score-
card is comprised of those aspects that will:

e med the expedations of our customers;

e provide innovation and technical capabil -
ities that will ensure work force com-
petency and med U.S. Census Bureau
businessrequirements; and

o reflead internal processes which the IT
Directorate must excel in to deliver
customer value and satisfaction.

These apects trandate into the following
perspedives:

Customer;
Internal Process
Technology; and

Organization/People.
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Also suppating our IT objedive is our IT architecture, which dacuments the relationships
among businessand management processesand IT. Our IT architedure:

aligns our information requirementswith the processesthat support our misson;
ensur es adequate interoperabili ty, redundancy, and seaurity of our information systems; and

ensuresthe application and maintenance of a collecion of standards (including tednical standards by
the U.S. Census Bureau evaluates and acquires new systems).

Current and Future Architedures

The IT architedure, which currently
addresses the tedhnical infrastructure, is
being redefined to include the business
processes, applicdions, and data which
make use of that technicd infrastructure.
The technical architecture aurrently provides
an evolving set of IT standards, services,
protocols, and poduwcts that define our
future technicd environment and guide our
IT efforts.

Our current IT architecture is changing. A
small percentage of our core processng
systems dgill operate on legacy systems,

while others are using newer software and
hardware. We have moved from a highly
centraized mainframe ewironment to a
decentralized end-user computing environ-
ment or architecture. During the last three
to four years, the achitedure has moved
more to a standards base (jointly developed
by the users andthe IT Directorate), with the
IT Diredorate taking a much more pro-
adive lealership role in the transition. This
cortinued move to open systems has
mirrored what the IT induwstry, in general,
has dore during the last five years. Figure 2
on the following page depicts our current IT
architedure.
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The overall centralized IT architecture is
based on the following open system
principles:

e the infrastructure is developed and
implemented without disrupting business
functions, and includes:

e operating systems;

desktop systems;

database management todls;

data interchange apabilities;

communications;

network services;

network management; and

user interfaces;

e applications are based on the astomers
and program areas core business objed-
ives;

e applications are loosely coupled and are
independent of each other, rather than
dependent on a few large, highly
integrated applications running on main-
frame processors,

e the logical design of applications and
databases are partitioned with clear
boundaries 9 that modifying a particular
application or database will not affect the
entire computing infrastructure;

e a foundation of standard processes and
data, as well as new technologies, enables
the U.S Census Bureau to perform
business functions more effedively and
efficiently; and

e the U.S. Census Bureau will use estab-
lished IT standards and seleded uniform
products unless a business case is made
demonstrating that they do not med
requirements.

In addition, the U.S. Census Bureau will
make maximum use of commercial off-the-
shelf products.

Our future IT architedure, shown in Figure
3 on @ge 17, will continue the transition o
the U.S. Census Bureau from a centralized
mainframe elvironment to a managed,
distributed open-system environment; the IT
Diredorate will continue to lea this effort.
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We will base this distributed open-system
environment on industry standards and com-
mercially avail able products. The U.S. Cen-
sus Bureau will t ake advantage of recent and
future techndogy advances enabling us to
centrally manage our distributed IT asts
much more dficiently. Network, hardware,
software, and end-user computing manage-
ment will be much more flexible and adapt-
able to change & the industry matures and
tods are developed. The future architecure
will be more stable and well defined. Our
standards group will continue to buld upon
previous work and develop standards for
hardware and software cnfiguration man-
agement and systems development. New
systems and proceses will be integrated into
the IT architedure & baoth the technical and
businesslevels.

The future achitecture will be based on
moving the remaining legacy applications to
the dient-server open system environment.
As the businesscase matures, and when it is
cost effective to do so, the U.S. Census
Bureau will move the gplications, data, and
asociated hardware and software to the
open patform. We ae, in increments, im-
plementing new automated systems that will
suppat re-engineeed and/or standardized
processes, and greatly improve operating
efficiency aswell as customer satisfadion.

Much o our future achitedure is built on
the coommunications infrastructure described
in detal in the Teleommunicaions Stra-
tegic Plan. That Plan describes an environ-
ment of high-speed conrectivity throughou
the U.S. Census Bureau, including redun-
dancy of components to provide cntinuous
operation and centralization d computing
resources at the Bowie Computer Center.
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The future IT architecure will have two levels: the gplicaiorn/program level, andthe IT support
level as depicted in Figure 3. The IT suppat level will provide the full range of services for the
applicaions, including overall communicaion among al the services. The dient will accessthe
services needed through the interchange service provider.

(SAS Batch;
SAS/Connect;
SAS/Accesy

Temporary
Datasets

[ DP8 g

User Tools &
Applications Services

(SEPS, DADS, etc)

Legacy Data

L

Processing
Services

User Data &
Documentation
Services (Survey
Specific Support)
IEEEEEEEEEEEEEEEEEENEER

Oracle DB

Application Level
EEEEEEEEEEEEEEEEEEEEEETERm
IT Support Level

Interchange Services

(iegeiapne

.

o

Repository
Services Data &
Documentation
M etadata Services
Repository Tools & (Archiving,
Security Applications Document
Services Services Management
(Firewall, etc) (OA, EDI, System, etc)

OCR, Optical
User Services)

| Figure 3: Future I T ArchitedureVision I

We provide, onthe following page, an explanation d each comporent of the future achitecture.
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2.0 Enterprise IT Support Progress Against Planned Milestones

Enterprise IT Support Milestones, FY 98

Description

Estimated Actual
Start | Finish | Start | Finish
Date | Date | Date | Date

Progressto Date

Computer Services

Redesign Legacy Systems:

American Housing Survey- 0997 10/98 06/98 | Completed.
National Sample

stems Support
Provide Bureau-wide Automated Classoom training began as
DEVE OB ) EIG (EEgin 0497 | 0998 09/98 | planned in 04/98. Will
offering M S Office 97 clasg oom continue as lond zs need exits
training g }
Continue Bureau-wide I T training Will continue aslong as nedd
in site-licensed, cor porately 10097 09/98 09/98 exists. In FY 98, 3%4 cour ses

sponsored, standard software

offered, 3,613 succesdul course
completions.

Enterprise IT Support Milestones, FY 99

Description

Estimated Actual
Start | Finish | Start | Finish
Date | Date | Date | Date

Progressto Date

Computer Services

Redesign Legacy Systems:
Minority and Handicapped Report

01/98

12/98

10/98

Completed.

Solve the Century Date Processng
Problems. Complete
progresgdstatus review with each
program area

03/98

12/98

12/98

Completed.

Redesign Legacy Systems:
Regional Office Personnel Systems

01/98

12/98

01/99

Completed.

Redesign Legacy Systems. Field
Employees Automated Retirement
System

01/98

12/98

01/99

Completed.

Solvethe Century Date Processng
Problems. Complete Code Testing

07/97

12/98

02/99

Completed.

Solvethe Century Date Processng
Problems. Complete
implementation of mission critical
systems

0997

03/99

03/99

Completed.

Redesign Legacy Systems:
American Housing Survey- Metro
Sample

03/98

03/99

03/99

Completed.

Redesign Legacy Systems:
Property I nventory System

03/98

04/99

04/99

Completed.

Performance Review of Operating
Programs

03/98

04/99

05/99

Enterprise Information Technology Support
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Enterprise IT Support Milestones, FY 99

Estimated Actual
Description Start | Finish | Start | Finish Progressto Date
Date Date Date Date
Customer Support
Servicel evel Agreements:
. SLA & SLA Amendment

Develop Servicel evel Agreement 0998 11/98 10/98 12/98 templates completed.
template
Establish responsibility for skills Completed. Meding held with
training, such asp_erformance 10/98 12/98 12/98 Human_R_gmurces Joint
measur ement, projed management responsibility has been
etc. within the Bureau established between IT/HR.
Collea data for the model of the I T
Professonal Development Program ke ekl In progress
Implement individual I T career
management plansfor pilot group 05/99 09/99 In progress
members

Enterprise IT Support Milestones, FY 00

Estimated Actual
Description Start | Finish | Start | Finish Progressto Date
Date | Date | Date | Date
Computer Services
Redesign Legacy Systems:
Expense/Accounting System 03/98 11/99 On schedule.
Improve the Operating
Environment: Acquire and install 10/99 3/00 Pending FY 00 funding.
two super serversin Bowie
Telemmmunications

Standar dize Desktop
Workstations: Implement plan for

Working with LAN managers,

distribution of software to LAN TR gLLs on schedule.
Adm./Users
stems Support
Improve the Operating Environ-
ment: Delivery of Enterprise Back- | 10/96 10/99 In progress
up Software.
Convert Auto Train (automated Financial and Administrative
training registration system) from 01/99 12/99 Systems Division has had
AIMSto CAMS initial meding with customers
and met with registrars.
I mprove the Operating Environ-
ment: Delivery of the Platinum . .
Software- Phases2 and 3. Com- | 0399 | 12/99 Pl sl el
plete Acceptance Testing of Phases )
2 and 3.
SREMEENE ZEDE 5 02/99 03/00 In progress

Workstations: Evaluate next

Enterprise Information Technology Support
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Enterprise IT Support Milestones, FY 01

Estimated Actual
Description Start | Finish | Start | Finish Progressto Date
Date Date Date Date
Systems Support
Start development of the Corporate
M etadata Repository . —
Upgrade dass oom equipment 10/00 06/01
Continue Bureau-wide I T training Will continue aslona as nedd
in site-licensed, cor porately 10/00 09/01 eists, 9
sponsored, standard software
C_:ontmu_e Computer Based Training 10/00 0901
license, if renewed
Customer Support
Conduct quarterly reviews/updates
of Servicel evel Agreements. . sl

Enterprise IT Support Milestones, FY 02

Estimated Actual
Description Start | Finish | Start | Finish Progressto Date
Date | Date | Date | Date
Systems Suppor t
Standar dize Desktop Workstations:
Identify transition Time Schedules Bk Lo [l e
Continue Bureau-wide T trainingin Will continue as lona as nead
site-licensed, cor por ately sponsored, 10/01 09/02 xists, 9
standar d software
Contlnu_e Computer Based Training 10001 0902
license, if renewed
Customer Support
Conduct quarterly reviews/updates of
ServicelL evel Agreements ——— e
Enterprise IT Support Milestones, FY 03
Estimated Actual
Description Start | Finish | Start | Finish Progressto Date
Date Date Date Date
Systems Support
Continue Bureau-wide T trainingin . :
site-licensed, cor por ately sponsored, 10/02 09/03 \éxvil!t;:ontmueaslong EElEE
standar d software
C_:ontmu_e Computer Based Training 1002 0903
license, if renewed
Customer Support
Conduct quarterly reviews/updates of
ServicelL evel Agreements —— e
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Customer Perspective

Link to...
Asped to Current
Performance Measure Target
IT I'T Measure Performance
Goa Strategy
YR
% cr|t_|cal systemsthat are Y2K 100% 100%
compliant
% of projeded annual Y2K costs
7 Y2K Resolution | actually incurred for equipment, 100% 70%
SW, support services, and personnel
0 .
AJ_ of annual Y2K projed 100% 100%
milestones met
5 : :
% of plan reviews gjbmltted by 95% 76%
system owners on time
or :
Y% inactive network accountsthat <5% 8%
are 75daysold or more
3 Seaurity g . :
% of network intrusion attempts 100% 100%
that were unsuccessful
p ; —
% of user namesissued within 24 95% 98%
hours of request
3 MEle < % of network uptime 95% 99.6%
Performance
% Help Desk calls closed with first
TBD
contact
Average problem resolution time 60%
% Help Desk callsreceived from TBD
each program area
Average time to program desktop 72hours Awaiting
phone Remedy
2 User Support A ) All within | mplementation
verage response time RIS
Averagetimeto relocate line & 10days
program phone
Averagetimeto install voice mail corarg
Average timeto replacedeliver
desktop phone 24 hours
Customer % cour ses planned that were
& Partnership offered el e
Review cycletime of IT Services
Contract Statement of Work from 5 davs
date of receipt to date of publishing 4
. o on the I n.ternet . Bassline being
rocurement Review time for Requirement e
Initiatives (RIs) to be submitted for
approval
- Memorandum Rls <5days
- Formal CensusRlIs < 20days
1 Customer Average score on customer 35 Baseline being
Satisfaction satisfaction survey ) establi shed
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4.0 Enterprise IT Support Risks

Computer Services

There ae risks inherent in any computer
service operation. One of the gredaest risks
isthe unlikely event of a disaster that totally
wipes out the operation. We have mitigated
this risk by developing a Disaster Recovery
Plan for our Bowie Computer Center. The
Disaster Rewvery Plan will be reviewed
frequently to ensure that changes to the
configurations and rewly arrived systems
have been taken into consideration.

There ae other risks in the computer ser-
vice operation at the Bowie Computer Cen-
ter. Theseinclude:

There is an organizational risk related to
finishing the migration d all applications
from the Unisys to an open platform before
fall 1999. We will finish moving 95% of the
applicaions on time; the remaining segment
will | ag behind.

There is adso a risk invoved with not
moving from the Unisys. Thereis atremen-
dous amourt of locd code onthe system and
we do nd have personrel to suppat this
software. Most of the wde is over 15 years
old and the Y2K issie has accelerated the
move off the Unisys.

Thereisarisk asociated with na upgrading
the hardware. COMPAQ has eliminated the
VAX line of computers and will soon stop
maintaining the VAX t o Alpha hardware.
We ercourtered dfficulties when trying to
locae VAX configurations for disaster
recvery. In addition, there is a significant
risk from ladk of fundng. This upgrade will
require aditional fundng naot included in
our current budget request.

There ae risks asociated with providing
UNIX system administration suppat for
U.S. Census Bureau servers. There is the
posshility that there may be an extensive
demand for the service and nd enough
adequately trained personnel.

There ae risks associated with converting
the Unisys to a Media Server. There is a
risk aswociated with na providing the
customers with a quality media server; our
customers are used to a quality tape
management  system. The three tape
systems we arrently use ae in-house
software. Buying a commercia product will
give us long-term maintenance services and
other suppat. We will neead additional
funds to implement various other media
devices onto the Unisys.

There ae organizational risks asciated
with UNIX Workstation migration. We need
additional personnel at the Bowie Computer
Center to manage the migration.

There ae risks assciated with Jeffer-
sonvill e system upgades. There is an o-
ganizational risk concerning the necessty of
Bowie Computer Center personnel travelli ng
to Jeffersonwill e for weeks to asgst with the
hardware and software upgrades. This will
affect ongoing work and projeds at Head-
quarters. We will need additional fundng
for the hardware and software upgrades as
well asfor travel.
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* increased funding requirements for offsite
training;

e eroded technical expertise;

e delayed or unfinished projeds due to lack
of training in IT tods (e.g., SAS, Oracle,
and Microsoft Office);

e customer complaints that IT provides the
tools but not the proper training to use
them; and

e wasted time and effort attempting to learn
through trial and error.

Ancther risk is inadequate fundng for the
SAS Ste License and the dfeds of Con
tinuing Resolutions that can prevent timely
annual renewals and stop the software from
functioning. We can mitigate thisrisk by:

» gplitting costs with the program areas, or
moving the etire cost to the program
areas—this would require usto determine
afair cost-sharing method; and/or

e asking the vendor to produce temporary
license extensions (over 40 a this time)
and then delivering these extensions to the

program areas.

We must continue to provide enterprise-
wide technical suppat for database products
through ouw Computer Suppat Center for
enterprise-licensed database products. Fail -
ure to provide mmpetent and timely tedh-
nicd suppat for database products to the
program areas could impair their ability to
acomplish their misgons. Program areas
may aauire or contrad for full time
technicd suppat even though the need may
only be asporadic one. Program areas may
blame elcountered dfficulties on the
software itself and spend additional funds on
other prodwts to perform the same
functions.

There is a risk if we fal to suppat the
Corporate Metadata Repository.  If it does
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not receve aequate technicd suppat, the
entire project will fail. If suppat isnot pro-
vided by the IT systems suppat staff, then
we must continue to rely on contradors to
do so, and fundng may not be avail able.

There is substantial risk in failure to suppat
Enterprise Data Badkup. In later versions,
the Enterprise Data Badkup System will use
a ommercial off-the-shelf relational data-
base to perform crucial caaloging functions
(for the life of the aurrent Orade Enterprise
License, this will be Oracle)) If this data-
base is not properly suppated, the badkup
system will fail. Inability to perform badk-
ups or retrieve files from the badkup system
Is sSmply unacceptable.

If we fail to pay the annual support fee for
the eisting Orade Enterprise License we
will lose it. According to paragraph 4.1 &
the ntrad, if support is discontinued
“...customer will be required to cease using
al Orade Programs and erase, destroy or
otherwise render unusable Orade soft-
ware....” Technicd suppat (including 24
hous/day, 7 days/week telephore support,
the onsite field engineer and software
upgrades) availability is also dependent on
the suppat fee Delayed payment of the
suppat fee ould result in the interruption o
any or al of these services.

If we fail to pay the annual support fee for
the Orade site license, the dfed onthe U.S.
Census Bureau would be immediate, wide-
spread and deeply felt. Any system requir-
ing Orade database or application software
would immediately cease to function. This
includes Census 2000 pojeds and severa
Geography support systems. Other systems
that would shut down include ongoing sur-
vey operations in the Techndogies Manage-
ment Office and Governments, as well as
parts of the Econamic program area's Data
Warehouse.
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fessonas will aso provide the medhanism
for resizing or reshaping the IT workforce &
tedindogy changes. As the U.S. Census
Bureau implements commercial off-the-
shelf software todls, program area aaysts
will be ale to extrad, synthesize ad
tabulate data from their own workstations,
withou a need for spedaized programs.
The rapid rate & which techndogy is
changing, aong with the spedalization o
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the IT field, require speciali zed management
caeer paths encouraging employeedevelop-
ment and retention, and designed to med the
U.S. Census Bureau's needs. In addition to
relying onthe U.S. Census Bureau' s internal
work force, we will corntinue to use @n
trador suppat, particularly to oltain highly
spedaized skills and flexibility in the
numbers of workers that can be aded o
removed as the workload fluctuates.

5.0 Enterprise IT Support References

Enterprise IT Suppat is suppated by the foll owing planning documents:

1997;

e Budget submisson for FY 2001, dated June 1999;

e |vation Data Products, Requirement Initiative IT 1S-9901, approved February 18, 1999;

e 1999Strategic IT Plan, dated December 18, 199%8;

e Enterprise Data Backup, Requirement Initiative | T01-9806 approved May 18 1998

e Internet/I ntranet Resources, Requirement Initiative | T01-9804 approved May 8, 1998;

* Enterprise Information Technology Services, Requirement | nitiative | T01-9801 approved Decmber 30,

« Enterprise Telecommunications, Requirement Initiative | T02-9701, approved September 30, 1997;
» Enterprise Oracle Software, Requirement I nitiative ORACLE-97, approved September 30, 1997;

e Telecommunications Strategic Plan Part Il , dated May 31, 1997, pages 18-33;

e Central Resources Management, Requirement I nitiative | T01-9401, approved March 24, 1997,

e UNIX Workstation Maintenance, Requirement Initiative I T01-9703 approved November 6, 199;
e Unisys 4400 Resources, Requirement Initiative | T01-9618 approved September 24, 1996

e Bureau of the Census Telecommunication Plan, dated March 29, 1996, pages 18-19;

e DEC Software Maintenance, Requirement I nitiative | T01-9512 approved June 29, 1995;

* IT Resourcesfor Classroom Training, Requirement Initiative I T01-9516 approved June 22, 1995
e DEC Hardware Maintenance, Requirement Initiative I T01-9511 approved June 6, 1995; and

e Enterprisefor SAS System Software, Requirement I nitiative | T01-9346 approved February 9, 1995.
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The Administrative Network support group serves as a focd point for office aitomation,
microcomputer and Loca AreaNetwork suppat for several Diredorates and the Diredor’s gaff.
The foll owing table li sts the numbers of personal computers sippated by the staff:

Personal Computers Supported
Director/Deputy Director
Principle Associate Director and Chief Financial Officer
e Equal Employment Opportunity Officer
e Policy Office
Principle Associate Director For Programs 186
e Marketing Services Office
Financeand Administration
* Human Resources Division
e Financial and Administrative Systems Division
e Administrative and Customer Services Division
e Seaurity Division
e Comptroller
e Budget Division 888
e FinanceDivision
e Acquisition Division
Infor mation Technology
e Computer Services Division
e Telecommunications Office
e Customer Support Office
¢ Information Resource M anagement Office 384
e Information Systems Support and Review Office
e Systems Support Division
Total PCs supported 1458
The Administrative Network Suppat group « network/server support responsibilities,

provides technical guidance and drection,
standards implementation and compliancy
aswurance, dedicated suppat services, and
organizational suppat policies and practices
for its user community. Major services pro-
vided include user suppat operations, net-
work administration and file server suppat,
and herdware/software product research and
procurement services. Servicesinclude:

user support operations, which include
office automation application support,
fully functional support center (help
desk), network connedivity and print-
ing services, desktop operating system
installations, upgrades, and trouble-
shoating, as well as basic network ad-
ministration;

(continued)

which include file server installation, up-
grades and maintenance network print-
ing services management, tape-backup
operations, dial-out services, network-
level application installations, advanced
network administration and design imple-
mentation, network and microcomputer
software and har dware research; and

e hardware/software procurement support
responsibilities, which include hardware
and software purchasing support, eguip-
ment distribution, software licensing con-
trol, software registration and upgrade
maintenance, software and hardware pro-
duct research and cost analysis, and
procurement initiation and tracking.
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Small Computer Systems Support

This daff provides centralized repair and
maintenance support for the wide range of
small computer systems and peripherals in
the U.S. Census Bureau. They research per-
sonal computer techndogy and recommend
standard computer configurations based on
the neal of the program offices and develop
standard preventative maintenance guide-
lines to reduce and standardize maintenance
requirements for the U.S. Census Bureau.
Some of the spedfic types of suppat this
staff providesinclude:

* repairing approximately 50 different
brands of microcomputers and as
sociated equipment;

e repairing Sunworkstations;

e providing methods for acquiring per-
sonal computers;

e developing the Personal Computer
Management and Acquisition Plan to
replacethe PCs curre ntly used;

e supporting the U.S. Census Bureau’s PC
har dware standard;

* researching new hardware tednology
and reporting findings to the user com-
munity;

e producing CD-ROMs for Bureau-wide
service, primarily for data storage and
retrieval;

e repairing personal printers; and

* repairing network serversand arr ays.

Remedy Help Desk System

In the fall of 1998,the U.S. Census Bureau
established a Product Evaluation Team to
review and evaluate various help desk
software gplicaions and select a product
for enterprise help desk support. We sel-
eded the Remedy Action Request System
and kegan to implement it in February 1999.
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The Customer Suppat Center gathered user
inpu from various U.S. Census Bureau
groups, oversaw the software installation,
and relped customize Remedy for our
unique gplications, including the require-
ments inherent in the Small Computer Sys-
tems Suppat group. They will continue
their implementation dans with scheduled
training, evaluation and testing of the sys-
tem, and adual migration to the production
system. We ae scheduled to complete this
migration in July 1999. We ae conducting
this implementation parallel with the Ted-
nologies Management Office for Deceannial
operations and the Demographic Locd Area
Network operations group.

Implementing Remedy will provide arobust
reporting environment for measuring perfor-
mance and customer satisfaction. We will
dedde on a standard set of reports to track
service quality and provide an analysis tod
for implementing improvements.

Customer Satisfaction

Customer satisfadion is never asumed.
However, to date, no forma means for
measuring customer satisfadion hes been
employed. Measurement of customer satis-
fadionis primarily gauged through personal
interadion with users, Office Automation
Coordinators (divisional  representatives)
and members of management. Once we
have fully implemented ou “one number”
Help Desk we will be &le to use the
Remedy software to perform customer satis-
fadion surveys and thus measure our pro-
gress These measures will become apart of
our IT Balanced Scorecad.

We ae ontinuowly trying to improve and
implement new communicaions techndo-
gies and operating systems in coordination
with Local Area Network suppat areas
throughou the U.S. Census Bureau. Some
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Enterprise IT Support Infrastructure Milestones, FY 99

Estimated Actual
Description Start | Finish | Start | Finish Progressto Date
Date Date Date Date
Improve Local and Wide Area
Networks: Completion of 10/98 02/99 02/99 | Completed.
deployment for switch cards
Improve Local and Wide Area
Networks: Install 10/200mb
virtual LAN switching cardsin e e Rl | Cempler)
switchesin wire closet
Improve Local and Wide Area
Networks: Replacement of 0597 06/99 06/99 | Completed.
WAN/T1s
Customer Support
Standar dize Desktop Funding receved; developed
Workstations: Provide User Statement Of Work for
Support for converting WP e e consultant in Computer
(including macros) to Word Support Center.
W IETIETE (REWEL IHETD DS 02/99 07/99 In progress
Software

Enterprise IT Support Infrastructure Milestones, FY 00

Description

Estimated Actual
Start | Finish | Start | Finish Progressto Date
Date | Date | Date | Date

Tel

ecommunications

Improve Local and Wide area

Networks: Increment replacement
of core network infrastructure by

onethird each year (gigabit
capable server and router cards,
and upgrade switches)

10/99

09/00

Enterprise IT Support Infrastructure Milestones, FY 01-03

Description

Estimated Actual
Start | Finish | Start | Finish Progressto Date
Date | Date | Date | Date

No mil estonesto report
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